Claims 


l\ A method of assigning agents of an automatic 
cal\ distributor to incoming calls of a plurality of 
call Vypes handled by the automatic call distributor, 
such method comprising the steps of: 

determining a target occupancy matrix including 
a target \ccupancy for each agent of the agents of 
the automatic call distributor for each call type of 
the pluralityvof call types ; 

processing; a call of a first type of the types 
determined in tnfe target occupancy matrix; and 

assigning thevcall to an agent of the agents of 
the automatic call distributor with a largest 
relative difference Between an actual occupancy of 
calls of the first typ^s handled by the agent and the 
target occupancy of calls of the first type 
determined for the agent \m the target occupancy 
matrix. 



2 . The method of assigning \agents as in claim 1 
further comprising generating \the target matrix from 
permanent, semi -permanent and variable data. 


3 . The method of assigning agents as in claisfn 2 
wherein the step of generating theViarget matrik from 
the permanent data further comprise^ defining a 
plurality of work types where each wc^rk type 
characterizes at least some of the incoming call 
types . 


4. The method of assigning agents as in\ claim 3 
wherein the step of generating the target matrix from 
the permanent data further comprises providing a list 


• 


agent skill types required for each work type of 
th\ incoming call types . 

5 . ^foe method of assigning agents as in SN c S ^im 4 
whereinVhe step of generating the target matrix from 
the permanent data further comprises providing a 
minimum agent skill level required by each work type 
of the incoming call types . 
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6. The methodV^f assigning agents as in c\aim 5 
wherein the stepXpf generating the target matrix from 
the s emi -permanent\ data further comprises providing a 
skill level of eachNagent with respect to each skill 
type required by each\work type of the incoming call 
types . 



7. The method of assigning agents as in cleisim 6 
wherein the variable data fVrther comprises manually 
providing a target occupancy \level for at least some 
agents of the target matrix. 



8. The method of assigning agents as in cl^im 2 
wherein the step of generating th& target matrix 
further comprising randomly assignrng work type 
occupancies to each agent of the plurality of agents 
within the target matrix. 
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9. The method of assigning agents as iYi cl>aim 8 
wherein the step of randomly assigning woVk type 
occupancies to each agent of the plurality \of agents 
within the target matrix further comprises d^erativly 
repairing the target matrix. 



10. The method of assigning agents as in cl^im\9 
wherein the step of iterativly repairing the target 
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itrix further comprises sequentially selecting an 
a^ent and randomly selecting a work type. 
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11 . X'he method of assigning agents as in clalim 10 
whereiA the step of sequentially selecting an agent 
and randomly selecting a work type further comprises 
assigning \ fractional occupancy of the agent to the 
randomly selected work type, thereby generating a new 
target matrix^ 

12 . The method ov£ assigning agents as in claim 11 
wherein the step oik sequentially selecting an agent 
and randomly selecti\g a work type further comprises 
calculating a change i\ an objective function of the 
new target matrix. 
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13 . The method of assignir^g agents as in cla\m 12 
wherein the step of calculating a change in an 
objective function of the new\arget matrix further 
comprises adopting the new target matrix as the 
repaired matrix when the calculated change is less 
than zero , 


14. Apparatus for assigning agents o£ an automatic 
25 call distributor to incoming calls of V plurality of 

call types handled by the automatic cal\ distributor, 

such apparatus comprising: 

means for determining a target occupancy matrix 

including a target occupancy for each agent\of the 
30 agents of the automatic call distributor for A 

call type of the plurality of call types; 

means for processing a call of a first ty&e of 

the types determined in the target occupancy matrix; 

and 
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means for assigning the call to an agent of the 
agents of the automatic call distributor with a 
largest relative difference between an actual 
occupancy of calls of the first type handled by the 
agent an^ the target occupancy of calls of the first 
type determined for the agent in the target occupancy 
matrix . 



15. The apparatus for assigning agents as in claim 
10 14 further comprising means for generating the target 
matrix from a plurality of permanent, semi-permanent 
and variable data. 
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16. The apparatus for Assigning agents as in cl&im 
15 wherein the means for\generating the target matrix 
from the permanent data filrther comprises means for 
defining a plurality of wor\ types where each work 
type characterizes at least ^ome of the incoming call 
types . 


17. The apparatus for assigning Nagents as in claim 
16 wherein the means for generating further comprises 
means for providing a list of agent\skill types 
required for each work type of the incoming call 
types . 



18 . The apparatus for assigning agents a^s in claim 
17 wherein the means for generating furtne^ comprises 
means for providing a minimum agent skill lVvel 
required by each work type of the incoming c^ll 
types . 
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19. The apparatus for assigning agents as in ci^im 
18 wherein the means for generating further comprises 
means for providing a skill level of each agent wi^th 



r^gpect to each skill type required by each work type 
of \he incoming call types 

20. The apparatus for assigning agents as in 
19 wheretin the means for generating further 
comprises\means for manually providing a target 
occupancy \evel for at least some agents of the 
target matri^ 
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21. The methodVof assigning agents as in claim 15 
wherein the meansy for generating the target matrix 
further comprisingV means for randomly assigning work 
type occupancies toNeach agent of the plurality of 
agents within the tarWet matrix. 
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22. The apparatus for assigning agents as in clN^im 
21 wherein the means for rVndomly assigning work type 
occupancies to each agent o^the plurality of agents 
within the target matrix further comprises means for 
iterativly repairing the targe t\ matrix . 
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23 . The apparatus for assigning argents as in claim 
22 wherein the means for iterativly\repairing the 
target matrix further comprises means\ for 
sequentially selecting an agent and randomly 
selecting a work type. 


24. The apparatus for assigning agents as\in claim 
23 wherein the means for sequentially selecmng an 
30 agent and randomly selecting a work type further 

comprises means for assigning a fractional occupancy 
of the agent to the randomly selected work type,\ 
thereby generating a new target matrix. 
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25. The apparatus for assigning agents as in\laim 

wherein the means for sequentially selecting an 
a^nt and randomly selecting a work type further 
comprises means for calculating a change in an 
objective function of the new target matrix. 
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26. The ^apparatus for assigning agents as in olaim 
25 wherein \the means for calculating a change iivan 
objective function of the new target matrix further 
comprises meariss for adopting the new target matrix as 
the repaired ma\rix when the calculated change is 
less than zero. 


27. Apparatus for ^signing agents of an automatic 
15 call distributor to iA,coming calls of a plurality of 
call types handled by u3je automatic call distributor, 
such apparatus comprising 

a matrix processor adapted to determine a target 
occupancy matrix including \ target occupancy for 
20 each agent of the agents of hjtie automatic call 

distributor for each call typ^y of the plurality of 
call types; 

a call processor adapted toYprocess a call of a 
first type of the types determined^ in the target 

2 5 occupancy matrix; and 

a call distributor adapted to assign the call to 
an agent of the agents of the- automatic call 
distributor with a largest relative difference 
between an actual occupancy of calls of \he first 

3 0 type handled by the agent and the target dccupancy of 

calls of the first type determined for the \gent in 
the target occupancy matrix. 
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28. The apparatus for assigning agents as in cla^im 
27 further comprising a plurality of permanent, semi- 
permanent and variable data. 

29. Ti|je apparatus for assigning agents as in cSLaim 
2 8 wherein the permanent data further comprises a 
plural ity\pf work types where each work type 
characterizes at least some of the incoming call 
types . 



30. The apparatus for assigning agents as in cJSaim 
2 9 wherein the matrvix processor further comprises a 
list of agent skill tsypes required for each work type 
of the incoming call tVpes . 


31. The apparatus for assigning agents as in claim 
3 0 wherein the matrix processor further comprises a 
minimum agent skill level required by each work type 
of the incoming call types. 



32. The apparatus for assigning agents as in claim 
31 wherein the matrix processor furoher comprises a 
skill level of each agent with respecV to each skill 
type required by each work type of the \j-ncoming call 
types . 



33. The apparatus for assigning agents as \n claim 
3 3 wherein the matrix processor further compfsises a 
manually entered target occupancy level for at\least 
some agents of the target matrix. 

34. The method of assigning agents as in claim^33 > 
wherein the matrix processor further comprising a 
selection processor adapted to randomly assign work 
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occupancies to each agent of the plurality of 
>nts within the target matrix. 

35. iSfre apparatus for assigning agents as ii^c^aim 
34 wherein the selection processor further comprises 
a repair processor adapted to iterativly repair the 
target matrix . 

36. The appaVatus for assigning agents as in claim 
10 3 5 wherein the\repair processor further comprises an 

r©¥i- function processor adapted to calculate a 
change in an objective function of the new target 
matrix. 
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15 -37. The apparatus for Assigning agents as in c^aim 
3 6 wherein the obj ective\f unction processor further 
comprises a update processor adapted to adopt the new 
target matrix as the repaired matrix when the 
calculated change is less tna& zero 

20 

38. A method of assigning a plurality of agents to 

incoming calls by an automatic ca\l distributor, such 

method comprising the steps of: 

determining a target matrix specifying a mix and 
25 proportion of call types to be handled^ by each agent 

of the plurality of agents; 

receiving and assigning calls basedVupon the mix 

and proportion of call types specified in\the target 

matrix with agent selection based upon an actual 
3 0 occupancy of the target matrix by the agent ^na a 

relative difference between the actual occupancy and 

the target matrix, 
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